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ATTACHMENT A 

On the Title Page 
Please add the following: 

(73) Assignee: AT&T Knowledge Ventures, L.P., Reno, NV (US) 
In the Claims : 

1 . A method of providing a customer with updated wait time messages during a call to a 
call center, comprising the steps of: 

receiving an incoming customer call; calculating an expected wait time; 

playing an initial voice message informing the customer of the expected wait time; 

playing a wait time audio indicator wherein the wait time audio indicator comprises a 
audible an audible signal having at least one parameter that varies with time, wherein a value of 
the parameter is indicative of a remaining wait time; and 

during the wait time, recalculating, at least once, the remaining expected wait time. 

16. An automated call center for processing customer calls, comprising: 

a call receiving unit for receiving telephonic input from a customer; 

a DTMF receiver for decoding DTMF signals input by the customer; a queue manager 

operable to calculate an expected wait time for customers on hold; 

a queue manager operable to calculate an expected wait time for customers on hold; 

a wait message generator for generating voice wait time messages; and 

a wait time audio generator for generating audio signals having a substantially 

continuously audible characteristic that varies during a hold time wherein the value of the audible 

characteristic at any time is indicative of the expected wait time. 
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